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Kansas Today’s Program [ansas

Department of Health Department of Social and
Rehabilitation Services

and Environment

e Welcome & Introduction
— Darin Bodenhamer (KDHE)
— Ben Nelson (SRS)
— Sean Toole (Accenture)
* SRS Business Process Re-engineering
— Ben Nelson (SRS
e Overview of Customer Self Service Portal &
Presumptive Eligibility Tool
— Jeanine Schieferecke (KDHE)
e Question & Answer Session
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SRS Concept of Operations
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The Internet Voice
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KEES Other Federal and
System

SRS and State Systems Other Systems




Business Process Redesign

ansas

Department of Social and
Rehabilitation Services



Why Change?

To Prepare Business Processes in EES for
KEES

 Don’t pave cow paths

To ensure that we don’t face federal
penalties for case accuracy

To be able to focus on potentially fraudulent
cases

To prepare processes for paperless caseload
To Increase client satisfaction
To Increase employee morale

Department of Social and
Rehabilitation Services



Why Change?

Caseload increases compared to Staffing

Program FY 2009 FY2011
SNAP: 94,499 139,000

TANF: 12,571 14,000

Eligibility Staff: 617.9 635.8

Department of Social and
Rehabilitation Services



This Year Case Load
EES Program Information

Program Caseload Unit Cases Persons
TANF Cash Assistance Average Monthly 12,547 32,622
TANF Employment Services  Average Monthly 14,354 14,354

LIEAP Annual 61,985 152,563
Child Care Assistance Average Monthly 8,593 16,175
Food Assistance Average Monthly 142,124 302,669

Department of Social and
Rehabilitation Services



Process Management Princip

Clients have different needs (Triage)
First-contact resolution

Eliminate repeat visits / phone calls
Reduce rework

Real-time data and resource management

Department of Social and
Rehabilitation Services




Business Process Redesign (BPR)

Early Accomplishments
Reduced | N
interview wait - | -
;‘imesl “ weeks 10 60
minutes
Increased
percentage of cases Less (A
leted at first
contact than 5% [  70%

Department of Social and
Rehabilitation Services



Business Process Redes
Early Accomplishments

Decreased '-
unnecessary client . 10
transactions/contacts N 1.',@” U ..I.

Results: Reduced # of
complaints

Reduced client
wait time for
essential
benefits
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January 2011 Data

« Total Clients Served through lobby

and non-lobby work: 16440
 Total Cases completed

during first contact: 12786
« Completion Rate: 7%

* Avoided Visits (2-4 additional):22,688-44398

Department of Social and
Rehabilitation Services



BPR Roll Out Schedule
2/24/2012

Region Planning Date Implementation Date CIA
(week of) (week of) Onsite®

Wichita Wichita 111 12/5 12/5 -12/8
Hiawatha East 1/12 2/17 2/13 -2/16
Topeka (Planning only)  East 1/12
Kansas City KCM 1/12 2/20-2/23
Salina West 1/19 3/5-3/8
Emporia West 1/19 3/5-3/8
Overland Park KCM 1/19 3/19 -3/22
Pittsburg East 1/19 3/19 —3/22
Winfield Wichita 2/23 4/2 —4/5
Lawrence KCM 2/23 A4/2 —4/5
Hutchinson West 2/23 A4/16 —4/19
Garden City West 2/23 416 —4/19
. Topeka (Roll-out) East 4723 —4/26
Leavenworth KCM A4/30 - 5/3
Independence East 5/14 —5/17

El Dorado Wichita 5/21 -5/24

Department of Social and
Rehabilitation Services
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Kansas KEES Project Scope Ingansams

and Environment Rehabilitation Services

e Phase|—Summer 2012
— Online Application — Medical Programs

— Presumptive Eligibility (PE) Tool

e Phase ll— Summer 2013

— KEES - Eligibility System — KDHE Medical and SRS Human
Service Programs

e Phase lll — 2014 & Phase V- 2014-2015
— Additional enhancements
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KEES Phase 1 Demo
Customer Self Service Portal (CSSP)

&
Presumptive Eligibility (PE) Tool

2/23/2012
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Department of Health
and Environment

Kansas

Depantment of Henlth
mnd Environment

Maximize '

Login to view messages.

Contact Information
Program Information

Frequently Asked Questions
How To Use This Site
Give Us Your Feedback

CSSP - Homepage I&ﬁﬂﬁ?ﬁ

Rehabilitation Services

Language english [=] oS T i
; User Mame Password m

CUsTOMER SELF-SERVICE PORTAL Sign Up Forgot Password Help |7

CHECK APPLY

for health
insurance

eligibility

Check to see if you may be eligible far Apply for health insurance
free or low cost health insurance
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and Environment Rehabilitation Services

CHECK

Financial Information

How many adults are in wour howsshold? A &
I anyone age &5 or older? vagl¥ Ng
How many childeen are in your howsehold? &

How much total money (before taxes) ded all of the people in your household get - -
last manth? [nclude Income, Sooal Secunty, Child Support, ete

How much doss the houlehold have cn hand? Include cash, money in chedang o g
accounts and saving accounts, etc

How much does the household pay for medical expenses monthly? 5
Cioes anyone have a disability? 7 ves(® No
Iz anyone pregrant? yas (¥ No

I5 amyeng in the household enrcled in Hedicare? ™ yag (= Np

Copyright © 2011 Accenture All Rights Reserved.
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] Department of Social and
fl]ld Environment

CHECK

Your Results

Thank you. We looked at what you told us and screened your househald for:

Low or mio cost Fessith insurance for dhildren

Liww ir o0 005t heaifth irsuranos for tamilies

Liw or o cost kesaifth irsurance for presrent women
Mhedicaid fior the elderky

Wsdicaid fior the dicabisd

Fislp parying Misdicans premiums

- O O

Based on the answers you gave, one or more people in the household may qualify for the health insurance programs shown below.

#  ediczid for the eiderly
+  hadiceid for the dissiied
% Help prying Medicire premioms

Copyright © 2011 Accenture All Rights Reserved.




Department of Health
and Environment

CSSP-Medical Application

ACCOUN |

i Cose

Sign Up
The username cannot contain special characters, such as , <>, 2, |, &, ~, 7, (), {}, %, or =
The password must be at least elght characters and contain at least one number or special character.
You will be automatically be leaaed In upon successful sian up. * Indicates reaulred
User Name *

Password ®

Confirm Password *

First Nama *
Middle Name

Last Nama *

If you do not currently have a valid E-mail address you will need 1o
create one. Free E-Mall accounts are avallable at mary sites.

E-Mail Address

Confirm E-Mail Address

Select secret questions for which you know the answer. 1f you forget your password, you will be asked to answer these guestions 1o recover your
password.

First Secret Question “what was the name of your first school?  [=

Answer

Second secret quastion "what was your faverite place 1o visit as a child?| =

Answer *

Let's get started

When you crate an aceount, we'll send a verilfication link to the email sddress you used to ereate the
sceount. Click the link in that email ta verify your account.

Copyright © 2011 Accenture All Rights Reserved.
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\GRE  CSSP — Medical Application Kansas

] Department of Social and
and Environment Rehabilitation Services

ADDI Y
HEFELY
| for heathinsurangce |

I mterr Personsl Informelsos

EAl Compiete; S0

Apple andl & |sloreust s

Farat Mama = Ml rfand L3k Mlama = Sy L, S eic e M
TRy Miarmary U

Farsd Mame il Irefupl [T Sl e Sr wic)
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APPLY

Tell us More

ey 1 = —— Peegeaety G O A Y
P P S et f S P s
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hﬂ.m € oengeleie: & O

Fiease tell us more about this person.

I Tt Caier 1500 & rmuade oF fermuale™ Siode ® Farroabe

Dt o Bl
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S T D Bl O Dup bl Vil 5 Mo
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CSSP — Medical Application Kansas

Department of Social and
and Environment Rehabilitation Services

APPLY

for health insurance

Job Information

0 I 1 I 9 o o ) K=

Percent Complete: 54.0%

Next we will ask you guestions aboutthe people in your homethat have, or have had, a job.

Self-Empioyed means you are yourown boss. Thisincluoes oddjobs, childcare, lawn mowing, Snow removal, cosmetic sales, rental
income, etc., even ifit is not your primary job.

Has anyont had a jobend in the last 5 months? © Yes( NO

Is anyone working or planning to work in the next 2 months? © Yes © No

Is anyone Self-Employed?  Yes © No

D CTEs»

Copyright © 2011 Accenture All Rights Reserved. 26
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CSSP — E-Signature Kansas

and Environment Rehabilitation Services

T Segmaimre

i et P Jramr S i e P P

Fereal Doyl e

Pl @ O o F e Do ol p [ (1P il 58 DN Tl Pl [Pl De 06 el Caie?] 0 Pl ey

Pl & P rermahor U SeEded n S EEcicEioN O ETUE  Vou can mi S aniTTaton o o
il e Spweeer R P D (Tl Dol Sighiel i D Dei0er Pl el oSl pior el i i po
il Pl P e I TR ey TR PR

o o ey dgn Fua eoicalor beitrw § o b ludmlied

1wl LR
& hawn Ba nighl b el e skierd regardnns o ety coir gam S0 Snasslly cebgion poicsl Eedal or nabaeal cegn

P UPEE B R B Pl AT Y Mo ] D DTS A T D D N P BT N R O B P
MIIEarTe pogara

P T e Te L e
T iT BSTRrae P prerEm TREsEng
. T Dol Becr A

PR WA i AR VN RS E I A P TR G B
2 b 0 Ao eprepatee rich Wil ol Y GEPRTEEOn BLTE

& 6 PRI i DI DN P AT A
Tell AFEECIEON EIecani 308 whie B

Bl BT COTROAN FETI LRSS, BP0 T R R R T e

v Rl B 0 OF TV Dk N w T | B O] Pl H (i

VR P W O el o PR MR ] B A e

" Fusn En resaraiify iouse snd eport ey Sind-pads ocustn (1eh o beslicsurencs. e selamenh medcs
Fayeeds Wadli Sosviea i Padld ok 08 Sy ek § bR PR RS K R B B4 BT 0T YR YRR Bl 0 Tl
BT PRI | e wien B paymiend or § pariodss LEcE T b nreed Whiks 3 SENETTENISN [
SRR SLITH [N MR

wapporl
TLTh

LR IS L b TSRy

b By BTN LR 10 FHE e B R Gy TR T T R
% BppECxiiy el biin Fud Faer pregrama wall only pag B
§ CECLA EE il P S SnEie sl P e ] W R B Y

VPR G AN
bt Bl Trd-park

mant Bwe ma 5% 8 2 agame] my s i
Tt Ty SO N LRt SRR B Lk ST Bl

b PREvE PR PR IR, I IR 4T LRSS B A A0 B P ERORA 37 PR SEFRSEEON | NS riEng Tl 1 proww B o
3 B Hon - witprd e

Copyright © 2011 Accenture All Rights Reserved.




Kansas

Department of Health Department of Social and
and Environment Rehabilitation Services

v PR perentn | e i R Ry gl e gin e o gl i oy SwPar- a8 e s Y s ® e mie - g Hime i i
el P L FaliF el e LF A Bl i M Rl DOEpha s G EL] P E T R

=il B nTiCE S0

. i i gy i L i mii e T i S LR PRI E R A

| e Ly

P PR G P D LR LR BT TE P e e e T B e B 3 P e A R Pea
AT LreresE b Broes B et BT g e

T Y e o T T R T e R A e e N e e R e AT R
gy wled) [pall | o [apata O b il Setmammr Weacnn 8L #aou 8 Depaas o saal
Sersivpn Ry m =y e ey =i piwt el iy e miPorcy 20N el BED b pfey wbos

¥ o e 8 i o hin ml P S B R

3 [rapioden —SEcE P setn Brarcl Seiinel Fikar Y [Fieoerl Teeell prraciey S ol SRR O BGErE
wil, it Ay o S e el EcE b R b Rl DAY el el el pa ey mRr e e s B e |

el R LIRS TR N R A L RULACEAY e T
[ENT R PTY SR PER PR SR T SO i B
heiech {0 Tagm ~ N
E oYy e
LESRIRT S | PR TR PR
a B e P e gl on Fatal i Suioel gn e S el
a4 g e g jromae oF plesny wda g relee o Py pars s ewss ey

R T R T e B T L e R s T T g TFE

Copyright © 2011 Accenture All Rights Reserved.




ey
A
LT

A ¥

NG CSSP — Submit Application ngnﬁ?}ﬁ?ﬁ
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APPLY
for health insurance

Confirmation

Your application has been successfully submitted. Thank you for your application. 1423 is your confirmation number.

Your application was received by the following office location(s):

HealthWave Clearinghouse
PO Box 3599
Topeka, KS 66601

Phone: 1-800-792-4584
Fax: 1-800-498-1255
Business Hours: Monday-Friday 8:00 am to 5:00 pm

Somecne from that office will contact you.

If you want to keep a copy of your application, you can:

We value your feedback. After you have saved, emailed or printed your application, click here to complete a brief survey about your online experience.

Copyright © 2011 Accenture All Rights Reserved.
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Copyright © 2011 Accenture All Rights Reserved.



QLS Presumptive Eligibility (PE) Tool I&ﬁﬂ&?ﬁ

and Environment Rehabilitation Services

Kanslas For Tech SupportGrg

Presumptive Eligibility |PE) Tool Call srasanasss W

User Name
Policy & Training
Customer Self-Service Portsl
Customer Relezss Form Password

Change Password

Copyright © 2011 Accenture All Rights Reserved. 32




Presumptive Eligibility Tool Im(,,?ml}ﬁﬁﬁ
and Environment Rehabilitation Services

Parent/Guardian Information

Qualified Entity Staff: Cali Fornia
Staff Phone Number: (913) 456-0394

Qualified Entity: Children's Mercy West
Phone Number: (913) 2334400
Main Address: 4313 State Ave., Kansas City, KS 66102

PE Determination Site” 4313 State Ave.. Kansas City, KS 66102 [=]

Date of PE Application: ™ Date of Service:™

Parent/Caretaker/Guardian Information
First Name = Middle Initial Last Name ™

Saocial Security Number:

Date of Birth: ~

Address Line 1

Address Line 2

City = State = County = Zip Code =
Select One El Select One E|
Home/Alternate Phone Number Cell Phone Number

Work Phone Mumber

Gross Annual Household Income: ~ Mumber of Parents in Household: =
(before taxes and deductions)

(of the children included in this PE Tool)

m Save and Continue

Copyright © 2011 Accenture All Rights Reserved.




Presumptive Eligibility Tool L(ansaﬁ

and Environment

APPLY

Rehabilitation Services

for presumptive eligibility

Children Included in Household

Copyright © 2011 Accenture All Rights Reserved.

First Name = Middle Initial

Gender: ™

Social Security Number:
Date of Birth: =

Is this child a citizen? ™
Does this child have health insurance? ™

Has this child received PE in last 12 months? ™

Are there any additional children in your household? ™

Last Name =

" Male " Female

™ ¥as{ Mo
 ¥es Mo

T yes{ No

T yesi No

Back Save and Continue
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\CEE  Presumptive Eligibility Tool Kansas

and Environment Rehabilitation Services

APPLY

Results
APPROVEL/DENIED:

Child First Name Child Last Name Date of Birth
Meil Butler 01/21/2007 Cenied Other health insurance
Christopher Butler 05 11/2001 Approved P15
Jenna Butler 10/14/199¢6 Approved P21
Rachel Butler 0401 /1999 Cenied COver income
lack Butler 08/31/1994 Cenied Mot a Kansas resident
Liza Butler 01/02/1993 Denied COverthe age limit

Back Accept Results

Copyright © 2011 Accenture All Rights Reserved.
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\CEE  Presumptive Eligibility Tool Kansas

and Environment Rehabilitation Services

APPLY

Confirmation

Thank you. The following results have been accpeted and sent to the Cleannghouse.
Your confirmation number is 1234.

Child First Name Child Last Name Date of Birth Results Reason/Type
Meil Butler 01/21/2007 Approved P15
Christopher Butler 06/11/200 Approved P19
Jenna Butler 10/14/1956 Approved P21
Rachel Butler 04/01/1999 Approved P19
English: Spanish:

Complete HealthWave Application

Copyright © 2011 Accenture All Rights Reserved.




Presumptive Eligibility Tool I&ﬁﬂ&?ﬁ

and Environment Rehabilitation Services

DETAILS

Close
My PE Applications
Search by Date of Service: ‘
From: 01/26/2012 B To.” 02/09/2012 B

Status:  SelectOne  [+]

Last Name:

DateofPE = Dateof =

Application  Service

02/08/2012 02/07/2012 Mke Jacob Incomplete 02/09/2012
02/08/2012 02/03/2012 Nick Butler Expired 02/05/2012  |&
02/03/2012 02/03/2012 Jane Smith Denied

01/31/2012  01/30/2012 James Klus Approved)/Denied |
01/29/2012 01/25/2012 Cindy Fields Approved =

Copyright © 2011 Accenture All Rights Reserved.
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Q & A Session
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Contacts Im(ansaﬁ

and Environment Rehabilitation Services

Darin Bodenhamer
DBodenhamer@kdheks.gov

Ben Nelson Ben.Nelson@srs.ks.gov

Jenifer Telshaw JTelshaw@kdheks.gov
Julie Waddle Julie. Waddle@srs.ks.gov
Scott Lee Brown SLBrown@kdheks.gov
Travis Haas THaas@kdheks.gov

Copyright © 2011 Accenture All Rights Reserved.
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